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Thank you for agreeing to take part in this interview. We are currently only looking for responses
from design professionals who have experience in global companies(including Product and
Service development, Engineering design,R&D management, Marketing, Strategy). It should only
take a few minutes to complete. We really appreciate your responses which will help us to
continue to develop our understanding of design management in a global context. This survey is
part of a PhD research project in design management study at Lancaster University, and this
research project is supervised by Prof. Rachel Cooper and Dr. Emmanuel Tsekleves. The
information you provide will be held by the PhD researcher, Edward Hyunwook Hwangbo, for PhD
research purposes. Anonymised data will be utilised only for academic purposes. All the
following questions should be answered by you, based on your work experience, related to
product/service/platform development projects and organizational cultures that you have involved
in and experienced whilst carrying out the projects. Please describe the projects that you have
been involved in answer to the following questions.

If necessary, you can also request further participation information sheet anytime
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Have you ever participated in new product, service or platform development projects in
relation to consumer electronics and telecommunication product? Which types of the
projects have you worked for?

(L)

Internet service : Dacom Webhard A{H| 2 (S1X1 2| Dropbox 2F FAte HEH) M SHE X 2/
2000~2002 & / Dacom

Consumer electronics product : Digital camera 7 ZZ2HE 10 74 0|4} / 2003~2008 A /

Samsung Techwin
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Mobile software : e-Book platform including application & server solutions / 2011~Present /
iPortfolio
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Please describe your experience and insight based on the consumer electronics and
telecommunication relevant projects
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Do you find any differences between organizations you have worked on (job places,
partnership, clients etc.) in western-based (the USA, the UK etc.) and eastern-based (e.qg.
Korea, japan, china etc.) in terms of their priorities for new product , service and platform
development project? (Please describe the differences within which to include below
questions, if possible)
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How about differences in terms of attitude between the organizations for the
projects (e.qg. risk-taking, decision making process, way of cooperation)?
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I have carried out four high-end digital camera product line development projects in Samsung with Japanese
researchers who were belonging to Samsung Yokohama Research Institute. Apart from differences between the
East and the West, there were many differences even between the Asian organizations, such as Japan and Korea
at that time. It is hard to address in a simple way, but the most different thing is that there are pre-management
(Japan) towards risks and post- or ongoing management toward risks (Korea). In case of Japanese team, before a
project it was attempted to put their efforts to reduce and minimize risks, whereas Korean team tended to
manage risks during a project or after the project and somehow minimize all pre-risk management process,
because Korean much emphasized the value, ‘time” out of all values. Each approach has own advantage and
disadvantage, so that this could be said that currently Samsung and Japanese electronics firms show different
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achievement and status in market (but all current successful attributes in Samsung isn’t necessarily said to
guarantee positive future for the company)

Differences in design project between E and W

Differences between Eastern organizations - Japan and Korea
Shown different organizational attitudes towards risks that arise from projects under the same
corporation rules -Japan and Korea
Different Attitudes toward risk taking:
Risk management related to achievement of a company
Pre- risk management (Japan) and Post or On-going risk management (Korea)
Koreans - Time is more valued
Japan- prior to project, reducing risk is valued
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How about differences in terms of ways of communication? And, how was use of
IT tools for sharing information and understanding for the development project (IT
infra sharing system between internal and external organization)?
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In comparison with so-called developed countries, the most different point from them is that there tend to be
much more unnecessary communication in Korean companies, rather than most necessary communication. This
could be said to be cultural influences. In Korean companies, it could be hard to carry out effective. In meeting
time mostly a senior or big guy only tend to talk, or people tend to feel difficult to show their ideas in front of
audience in a direct way. And for example, if conference call were happened it could take 30 min. to finish up.
But in order to negotiate and manage multiple interest bodies it should spend much more time with multiple
meeting (personal meeting) and emails. This is little associated with IT methods and tools, but it is matter of a
fundamental education, which they haven’t been much educated about how their own individual ideas are
addressed clearly and feedback is delivered properly in early age.

Communication style

: seen as ineffective

Official IT communication tools as less significant tools due to another indirect or informal meeting
for siginificanct decision making
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Communication style
: seen as ineffective
Big guy's opinion is respected and top superior’s one dominates

Direct and explicit expression on their own are hesitate and embarrassed in communication place
Unnecessary communication procedures overwhelmed

Multiple interest bodies often overwhelmed in decision making process
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Communication style seen as ineffective

Ordinary communication routes in projects are as periphery or subordinate tools
e.g. meeting, call, mail etc.

fundamental education for two way communication in early age lacking
Individuals hesitate to speak out to audience in public
Ways of delivery of feedback towards individual opinion lacking due to insufficient education
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Q-:

What has been the most impressive new product (service, platform) development
project you have worked on? If so, why do you think so? On the other hand, what
was an incremental and derivative development project? If so, why do you think
so? (Please describe, if relevant project is included)
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The most impressive project was the first Samsung high- end 8M, 15multi zoom camera project in 2004. This
was carried out with Japanese team. But Japanese engineers had to work for this project everyday from 8am to 1
or 2 am without either any holidays or weekend during their two months business trip. In the beginning they had
complaints as the project seemed hard for them and so resisted the project. However, intriguingly, as the project
went on in a month they become like inefficient group by following up the hard process of Korean PM. This
could be concluded that even if each individual has own effective ways and habit to work, individual personnel
must follow the culture in an organization.

Design priority in design project and Organizational cultures: Korea and Japan: Samsung high
end 8M 15multi zoom DSLR camera project in 2004

Really new product project is required of incremental time- push

Japanese engineers accepting harsh working condition with little complaints : shared and
common collective mentality between two different Asian countries - Japan and Korea-
Hesitate to show an individual's preference

Harsh condition and inflexibility (in working conditions) somehow necessary for new technology

relevant project : degree of complexity
Time for market in actual design project is concerned

5. AL sS4 2d el MME e &g Bietof RL0IM- 3D printing, 2 LA A

When it comes to current changing digital environments for new design — 3D printing,
open source, open design etc., - how would product, service and platform provided by
large organizations look like in electronics and telecommunication products? (How are
large organisations addressing the changing design environment?) (Please describe the
differences within which to include below questions, if possible)

Open innovation in digital product development
Long term perspective required : Elements Timely and reliable
Well preparing open API of Facebook for 3" party developer in advance
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The most important point is that a platform/ product should be provided as a form in (1) timely and (2) reliable.
In case of facebook, since the service was launched this has been already well prepared for open API for the 3rd
party developer. Whereas the API of Kakaotalk (Korean firm) was shown even in a beginner’s level, despite
over 100 million service registers. Although they should have put even a part of their efforts for those
fundamental issues it could be said that most of Korean firms don’t have such long term vision. This can cause
critical situations that relevant open source, open API, software and so on don’t reach as much as main product
has been achieved, which is made by Korean firms, although many main product of Korean firms shows better
quality due to high attention to those products. For instance, it can be found in the quality and status of SW
installed in CD that is included in Samsung printer or mobile products. Most of those SWs are developed by
outsourcing companies, but this could be said that the imperfect SW can cause to lose trust in HW as main
product

Open innovation in digital product development

Long term based roadmap/perspective/vision lacking :
Focused on myopia alike project performance
Korean network service platform : Elementary level of API of Kakaotalk, despite 100
million registers

Korean companies
Prioritise to deploy quality few main product with reductionist manners
Open sources open API, software quality lacking : more longer term approaches required
objects : e.g. Samsung software in printer machine
Complicated outsourcing web found between outsourcing companies and manufacturer :
hierarchical relationship expected
Software treated as still periphery products comparing to hardware objects
Organizational vision reflected in a product that the organization made
Little consideration for long term vision on product which can cause multiple risks after
deployment
Multiple unexpected problems across outsource source, API and software
Often shown separation of main product bodies, ‘hardware’, from 'software'
Software development often outsourced
The separation can reduce total quality of the product
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In relation to this, how should future product platform look like for really 'new'

product and service development? And how should organization look like for the
ideal platform?
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There should be integrated design philosophy and clear product identity should be defined, which can cover
overall organization. To do so, an organization or system that can manage those should be needed. However, if
those organizations played their roles separately the resulting outcomes can also come out separately. In
conclusion, this is matter of how a top level can pay an attention to all those details with keen eyes, and it is also
the issue on whether the top has the eyes to reach the level. We can find out it from Apple case

Organization culture for Open innovation in digital product development

Visionary organization’s direction towards differentiated product required

Design philosophy should comply all main and sub product lines

Explicit organization system and configuration required

Integration of design philosophy with clear product identity and share it across organization
Top level's keenly visionary eyes required to down to production level : design leadership
required- e.g. Apple

gt Z=MES ANZF M|, S /NE S §FE5 +ASIH A= 2 Ot0|C|0fS
ez}

=
1 0j2i2 g2 FA0IA20, I o{242- 0 AOIAf OfA[OrH 7[R(st, &, &

S) A MEE 7|Y(S, 0] 5) 2 CHEF0| gL t?

CH 7|
ok, g

\d

When you work with large organizations (clients), what were the most difficult constraints
to implement (address) new idea to new product (service, platform) development project
that you incur? And is there any difference between the eastern and western

companies?
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Despite, seemingly effective organisational structure for new product, service, and
platform development projects, do you feel that there is the gap between what the
organization look like and what the organization really is in terms of culture?
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In case of Korea there is less compulsion of organizational structure itself. It infers that influences driven by
origination members’ mind and relationship are much stronger than compulsion of organizational structure so
that a decision that cannot be easily made in terms of organizational structure can be much more possible to be
made through certain negotiation between members. In that it is much easier to happen that a person who works
for ‘A’ project could help ‘B’ project that is suddenly confronted with hardship in comparison with foreign
countries (due to little compulsion in organization structure)
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Korean organizational culture in design project

Personal relationship is more significant and respected, than official rules and roles: to
some extend overwhelmed

Boundary between official organization rules and personal relationship in projects
deemed as obscure : Challenges in a project is often solved by personal level

Invisible personal relationship is more shown as obligate in member’s cognitive
organizational structure

Personal relationship led negotiation is often made in personal members' level, rather
than official routes

Explicit official route can be as periphery tools
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Lastly, in relation to all above, could you describe how the significant differences between
the East and West are addressed during all your projects? (e.g. an importance between
engineering and conceptual ideation, risk-taking, communication, decision-making
process etc.)
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It could be said that the most biggest differences between two are that there are (1) a tendency to emphasize a
priority of speed and (2) lack of liberal communication. Those two factors can cause lack of pre- management
towards risks and of efficient communication, occurrence of irrational decision making, lack of consistency in
products and unnecessary conflicts in organizations. Accordingly, in terms of social mobilization principles,
this could be caused by in-depth factors that Korea has had to chase to reach the levels of developed countries
and it was began in zero-base due to historical and cultural differences and Korean wars. But, especially, army
service in Korea that almost of all Korean males has to be done can be also said as the major factor. | convince
that the military culture in Korea is consciously and unconsciously applied to all organizations, such as
government, companies, schools and so on, and this can play a major role to cause to generate ‘faster and faster
culture” and block to develop liberating and constructive communication

Korean organizational culture in design project
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Korean organization distinctively prioritise 'time’ (rapid and quick) under lacking of liberal two way
communication

To cause Little pre risk management; Lacking of efficient communication and of irrational
communication; Lack of consistency in product ; To cause unnecessary conflicts in organization

Historical/social and cultural reasons
Post war: pursued condensed economic growth : achieving certain level of economic
wealth has been prioritised
Unique Korean society's grounding: military alike organization management style
overwhelmed across the countries’ institution



